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Business Owner Natalie Reynolds acting as sole trader






RNR Cleaning Services
The business will be owned by Natalie Reynolds operating as a Sole Trader, the reason for choosing Sole Trader was the simplicity of its structure, it is inexpensive to setup because there are few legal and tax formalities, as owner I will be entitled to all profits that are made and have complete control of any business decisions.


Mission Statement
RNR Cleaning services mission is committed to providing our clients with the highest quality of cleaning standards, delivered with true professionalism, honesty and integrity, satisfying their every need through a team of individuals with a true passion for what they do.

Aims of the Business
· To provide high quality services of cleaning
· To have sustainable profit
· To create a business whose values, exceed the client’s expectations
· To continue to grow our clients list year after year
· To employ more staff as the business grows
· To have an office/unit to run business from


SMART Objectives 
Specific: To run a successful cleaning service continually extending our list of clients
Measurable:  monitoring and increasing the number of clients each year
Achievable:  Increasing staffing and having good work ethics and happy employees
Realistic:  the company achieving a profit enabling the return of the personal investment put in
Timed:  That the business has grown by 50% by the third year and significantly increased its clients list.


Introduction 
So why choose a cleaning business?  
With experience working as a cleaner in both residential and commercial it was clear it can be a profitable business done the right way, according to a post by uknewsgroup (2019), the cleaning industry is said to be worth £7 billion and one that will always be in demand, and according to the British cleaning council figures contributes £24 billion to the UK economy (2017). A cleaning business doesn’t require much start-up capitalization, there is not a demand for huge skills to learn the job, and you can easily have clients within hours of launching, it’s also a great cash flow especially from the domestic clients as payments are made on the day. The demand for cleaners is unlikely to fall as even with covid-19 and businesses having to shut, the demand for cleaners went up with businesses wanting to ensure their customers felt safe in the knowledge hygiene was of top priority to them.  Businesses need their offices cleaned in a good or bad economy to ensure they display a professional clean environment. The reason for choosing both domestic and commercial and not focusing on one, was to ensure there was a good balance of clients for monies coming in, domestic for a good cash flow and commercial for the offering of a steady market with consistent demand, and to also stand out from our competitors given that the majority are only focused on one.
 
Our Services 
Residential
· General cleaning
· Deep Clean
· Spring Clean
· Oven Clean
· Carpet Clean

 Commercial 
· End of build 
· End of tenancy
· Office Clean 
· Hospitality
· Gym/Sports Centers
· Fog Machine for specialist bacterial clean

Whilst some services a client requires might not be listed providing we have the equipment and experience to do the service required, we will do our outmost to accommodate the given request and will ensure that this is well advertised on our website and social media platforms and any promotional leaflets, signage, posters etc. We will charge at an hourly rate mostly Domestic would a rate of £15 an hour and Commercial at a higher rate of £18 as the workload and labor of work is harder. 

Marketing Analysis
The key to any marketing is to always remember the saying “The customer is king”, and if you do not satisfy your customer and identify their needs, they will go to a competitor that will. Nancy’s housekeeping service (2018) states the importance of knowing your client’s needs and keeping their loyalty to your business to succeed.
To help understand and ensure the best decisions are made for your company market research is key to gaining better knowledge of the industry and your clients desires.  There are two forms of research Secondary research which is researching the market industry and competitor market from readily available information, and Primary research where the business conducts its own market research such as questionnaires to gain feedback on what your client’s needs are and what they expect and desire from you. Regular customer feedback questionnaires are hugely beneficial to the business to maintain high standards and ensure the business exceeds customers’ expectations.
Secondary research shows that the niche market for domestic services is busy working families with disposable incomes, in an article written in the daily mail (Poulter,2016) it suggested that a third of households use cleaning services and this trend is driven by the  under 35’s.  For Commercial the niche Market are offices, hotels, warehouses, retailers, gyms etc.  To Start with given that we will start with a small number of employees and the demands of the larger buildings such as warehouses and retailers would require a larger number of employees , RNR would start with the smaller buildings within this niche such as small offices, gyms, end of builds etc. should there be a demand for the larger buildings as the company grows then RNR would look into to the possibly of employing more staff.

For primary research on domestic, a questionnaire was distributed locally and in the City of Swansea. The results confirmed that the niche market was busy working families with disposable income.  
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For commercial we rang several businesses asking would they consider using cleaning services if they do not already do so, and what would be the main reason they would choose our company over a competitor.  The results were Competitive rates, professionalism and a large majority said recommendation. With these results going forward RNR will ensure to keep rates competitive but keep the focus on high standards and exceptional customer service to get the recommendations for new clients. In a post on entrepreneur.com (2018) it suggested that undercutting prices does not mean success, but quality of work leads to recommendations.

The questionnaire results also highlighted a high demand for Carpet cleaning, oven cleaning and ironing service in both Domestic and Commercial, which RNR offers in their list of services.

Competitor Analysis
Whilst there are many competitors within the same area, they tend to specialize more on one service such residential only, carpet cleaning, oven cleaning etc.  Given that RNR Cleaning services will offer majority of these services in one, it gives the opportunity to build a good reputation in all areas building our clientele list, and with a list of clients already building in these areas of services, our competitive rates, word of mouth and our high quality of services will enable us to attract these customers.  
With the current demand for cleaning services there is still room for our services within our area.  Commercial has proved to be in demand since COVID-19 as many businesses are keen to ensure their employees, clients and customers feel safe in the knowledge that their company has necessary measure to ensure hygiene is top priority and ensuring a clean safe working environment. This is great opportunity to take advantage in building our clientele using our fog machine and there are few competitors offering this service. This gives RNR an opportunity to build a relationship with these clients and gain further work from them in the future or if not work recommendations.
 



Marketing Strategy
When planning any marketing we will use the 4P’S marketing mix this is considered to be the best tool to ensure customer needs are met effectively, the elements are a combination of Product, price, place and promotion, (BBC,2020). 
Creating a good marketing strategy is knowing and advertising what we do best as a team over our competitors, and from our marketing analysis and experience in cleaning services we know what customers want from us.  This will be exceptional customer service, meeting and accommodating to their needs when needed, professionalism, and ensuring our staff feel part of a team and passionate about what they do.





Strategy/Promotion

1. RNR has already designed a website as this will be where most of the advertising will be done and will be updated regularly with  tips on cleaning etc. to try to keep customers engaged, along with before and after pics and testimonials, these can also be shared on RNR’s social media platforms such as twitter, Facebook and Instagram. The aim of the design for the website was to look professional stand out from competitors with careful thought into  the images and content, images are crucial for the web design in order to engage our customers and help them visualize their office or home looking as clean as the images displayed helping influence them further to use our services.  A google map of our location and key words have been used to optimize SEO. Content for the website has been kept simple and professional listing key information such as services, we will accommodate any customers needs wherever possible and create a service tailored to suit them, our contact details, company accreditations, that all employees are DBS checked, and a list of training employees receive have been put on the website to give a truly professional look and credibility.  Testimonials will be added regularly given that recommendation and word of mouth is key to clientele growth. Below are some images taken from the website.
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2.  All staff will wear uniform with company logo, ensuring a professional look at all times, and this will also be promoting the company, company vans will have signage on them promoting our contact number and services we provide wherever they go.

3.  Create and deliver promotional flyers the traditional way to as many households and businesses as possible within the local area to start and then further a field as the business grows. Promotion for Domestic and commercial would be different as the clients have different needs.  Domestic flyers would focus on wording such as “let us take the chores out of chores and do the dirty work for you “ given that the niche here is busy working families who value their free time to spend with their families, and highlighting the services they had noted on the questionnaire. For commercial we would focus more on the flyers looking professional and highlight our exceptional customer service and professionalism and competitive rates and that we would accommodate to their needs, especially given this was of high importance to them.
4. Our prices will be competitive, we will offer seasonal promotions such as spring cleans and offer a percentage off, we will also offer rewards for customer who recommend us, and in the quieter periods do deals on our carpet cleaning for example, pay for one room get another free.
Our mission for marketing is to be seen, heard and talked about for our Professionalism, high standards and exceptional customer service.


Resources

Physical Resources
The business will be run from the residence of Natalie Reynolds and the garage at the property will be used  to store all cleaning products and equipment, this will keep initial startup costs such as rental costs down and the plan will be to seek premises when the company grows and profits are good.  A van will be purchased with the signage of the company to transport the equipment needed on jobs and with the signage promoting our business and services we provide wherever we go.  






Financial Resources 
A Personal investment of £50,000 savings will be used to start the company up acting as a sole trader there is a risk should the company fail personal investment would be lost, this can also be an advantage to give the drive and determination to ensure everything is done to ensure the business succeeds. Certain specialist cleaning machines would be hired as and when would be needed for certain jobs and possibly depending on the demand and position of finances purchased later as the company grows. A second van would be leased to keep initial upfront costs down and given the money a vehicle loses and the wear and tare on a vehicle leasing and renewing would make more sense and can be budgeted in  from the start as a fixed cost of outgoings.





Human Resources
The owner will take care of  bookings, recruiting, and training of employees, also work cleaning where cover is required, they will also take care of admin and basic accounting and use an accounting firm as and when needed for the work that the owner does not have the experience or knowledge on, this will be to start initially but with the intention  to employ an Admin/Finance manager when the business begins to grow, allowing the owner to also do cleaning jobs to lead by example to employees ensuring they know the importance their roles are in the company succeeding and keeping motivation going.
Employing staff, the owner will look at the seven things you need to know when employing as suggested by the Government (Gov.co.uk) 
1. That the employee is legal to work in the uk
2. Minimum wage is given
3. DBS checked
4. Get Employee liability insurance
5. Written statement of employment for employee stating job details terms and conditions
6. Inform HM Revenue and Customs 
7. Check to see if you need to automatically enroll employees into a workplace pension scheme

Given that work has already been provisionally booked, 2 full time employees have already been recruited both with experience in cleaning, and we will look to recruit another full-time employee less experienced paying minimum wage to start as soon as possible. Staffing will start out with a small amount of necessary staff and look to employ more as the business grows. 
X2 full time employees to work flexible hours together to meet the demands of commercial needs which are greater than those of domestic and the workload tends to be harder labor.
Typical work patterns would be very early morning or evenings after office hours 
X1 Full time employee to work daytime hours for residential as most clients are in work during these hours.
Typical work patterns would be 8am until 4/5pm
Experienced staff will be paid above minimum wage at an hourly rate of £9 and less experienced at minimum wage an hourly rate of £8.50
The company’s work ethic for staff will be to value its employees ensuring the staff feel part of the company and always know the importance their role is for the success of the business. The cleaning industry has a high level in turnover of staff as employees can feel undervalued and employees not recognizing how physically demanding cleaning can be.
Communication and ensuring products are readily available at all times for employees to carry out their work will be key to ensuring a smooth running of the business without it the chances become high of poor performance lack of motivation and no loyalty to the company this could lead to failure of the company.
Job description for cleaner and Finance/Admin Manager can be found in appendix 1 giving information on salaries with it. Research for the roles from indeed.com (2020)



SWOT Analysis
A SWOT analysis is a great way to recognize the company’s strengths and weaknesses and identify the threats and opportunities, with improved business awareness and adaptability it can prepare you for change and enable you to react accordingly, (Reading,2019).
A swot analysis can be found in appendices, Appendix 2.



Cash Flow 
Cash is the lifeblood of any business, having an accurate cash flow forecast in place helps  foresee potential problems which may arise in the year ahead, and it can help the business make important decisions about the future, (Smallbusiness.chron.com,  2020). RNR starts services in the month of January given that they have provisional contracts with clients already set up ready to go. The wages have been estimated with the levels of staff starting off, and any increase to staff will be added. The months of August and September will see an increase in income as this is peak time for Cleaning student Houses, the figures in December show a decrease as places will shut for the christmas period.  By choosing to pay some outgoings monthly such as utilities insurances, leases etc it allows us to budget these in as fixed costs and keep initial costs down, allowing a contingency fund for wages should the business have to deal with something unforeseen in the future. We have purchased a carpet cleaner as there is high demand for it, but we have chosen not to purchase other equipment such as industrial floor polisher etc, but have budgeted in for the hire of this equipment, if there proves to be demand for certain equipment we will look to buy in the future, we have also ensured to budget in accounting fees around the months of tax periods given the owner would more than likely need the expertise to ensure accounts are correct.

A cash flow for 12 months has been included in appendix 3



Conclusion

RNR Cleaning services has the opportunity to be a successful profitable business , providing it looks after it’s employees and values their hard work, ensures to regularly seek feedback from clients by doing questionnaires, client follow ups etc. ensuring we are meeting clients demands and expectations.  Keeping check on cashflow, continuously promoting and marketing the business and building up its clientele, ensuring High quality standards of cleaning and exceptional customer service so they continue stay with us and recommend us.















Appendices
Appendix 1

Job Role
Cleaner 

Job Role Finance/Admin Manager



Appendix 2
SWOT analysis

Strengths 
· Clients already waiting
· Experience as cleaner
· Know the standards expected


Weaknesses
· New company
· Financial Risk
· No reputation

Opportunities
· Marketing and Building clientele
· Growing the business and staff
· Building a good reputation 
					
Threats
· Economic uncertainty
· New competitors
.      Not having the right staff


Appendix 3
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Oven Cleaning

Our Fully Trained Staff are fully
equipped to put the sparkle back
into your oven removing those
stubborn burnt on stains and built

up grease.

Carpet Cleaning

Our Fully Trained Staff are
equipped with the latest
machinery and necessary
chemicals to clean stubborn stains
and eliminate odours, making your

carpet like brand new again.

Ironing Service

Our Staff are trained to iron your
garments to perfection. We will
pick your items up and drop them

back to you like brand new.
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Cash Flow Forecast 1 Year
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Month1 Month2 Month3 Month4 Month5 Month6 Month7 Month8 Month9 Month 10 Month 11 Month 12 Total
50000.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 50000.00
2100.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 2100.00
5040.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 5040.00
0.00 0.00 30.00 0.00 60.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 90.00
0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00
57140.00 0.00 30.00 0.00 60.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 57230.00
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35.00 35.00 35.00 35.00 35.00 35.00 35.00 35.00 35.00 35.00 35.00 35.00 420.00
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40.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 40.00
2000.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 2000.00
1000.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 1000.00
600.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 600.00
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